CHAPTER |
| NTRODUCTI ON

Regional O fice Mnitoring of
Unenpl oynent | nsurance Quality Contro

1. Purpose and Structure of the Handbook. This QC nonitoring
handbook provi des a systematic approach for the Regional Ofices
In review ng and supporting SESA adm nistration of the Quality
Control program Such systematic review wi ||l enabl e Regi ona
Ofice staff to conpile a conprehensive body of know edge
concerning the programin each SESA. More inportant, Regiona
nonitoring is done to ensure that each U Quality Control program
is operated in accordance with QC requirements as set forth in
Federal regulation and in ET Handbook No. 395, Benefits Quality
Control State Operations Handbook.

The Handbook is structured to offer a standardi zed net hod of

gat hering, analyzing, and presenting findings of a variety of
program operation reviews. Additionally, it offers exanples of
appropriate | eadership efforts that the Regions may undertake to
foster effective QC progranms in the States, and for the provision
of technical assistance and support to the SESAs when necessary
and feasible. For detailed guidance on how to use the automated
Regi onal Monitoring System this Handbook makes reference to ET
Handbook No. 404.

This chapter examines first the three distinct responsibilities
of the Regions in the State QC prograns. These responsibilities
are defined in U/QC policy and programdirectives as foll ows:

a. to provide program | eadership, working actively wi th SESA
managenment and staff to inplenment a sound U Quality Contro
programand to pronote |long-term U programinprovenents based
upon analysis of QC and other U data and the interpretation of

QC findi ngs.

b. to provide technical support in the devel opnent and
mai nt enance of the U Quality Control programin each State, and

c. to nonitor (oversee and assess) SESA QC program
operations and staff performance by way of periodic progress
reviews in order to foster and maintain an effective Quality
Control programin each SESA.

Foll owi ng that, this chapter briefly identifies the types of QC
reviews required during the programyear, explains briefly the
scope of the general nonitoring process, and identifies the

rel ati onship of Regional and National Ofice staff in the conduct
of their respective functions in this inportant U program




Finally, this chapter describes briefly the content of the other
seven chapters which conplete the Mnitoring Handbook.

2. Regional Ofice Responsibilities in Quality Control . The
role of the Regional Ofice in Quality Control is broad. 1In
their relationships with SESA U managenent and staff, the

Regi onal staff alternately play a role of nonitor, technician
advi sor, and evaluator. |Inplenmentation of Quality Control in a
program as conpl ex as Unenpl oynent |nsurance calls for active

| eader shi p and strong technical support from each Region. These
QC programresponsibilities are di scussed bel ow.

a. QC Program Leadership. A major responsibility of the
Regional Ofice is to provide active program | eadership to the
SESAs to foster an effective Quality Control operation. The
ultimate goal, of course, is to foster long-term U program
| mprovenent neasures based upon Quality Control findings.
("Program i nprovenent” is used here to cover a w de range of
operational, policy, and program changes that may be undertaken
by SESA nanagenent to ensure proper operation of the U system)

Regi onal O fice | eadership can involve such specific efforts
and actions as:

0 Revi ewi ng QC data and other U operational information
to identify factors which adversely affect proper
paynents. The Regi on can al so assist SESA staff in QC
data analysis and in the interpretation and
presentation of their findings to SESA nanagenent.

0 Wrking with SESA principals in fornmulating and testing
program i nprovenent measures, especially those reveal ed
via program i nprovenent studies.

0 Setting up conferences or semnars for SESA and
Regi onal staff on the utilization of QC data findings
for the inprovenent of U paynent operations.

0 Encour agi ng SESAs to devel op and submt proposals for
funds to inplenent Quality Control Program | nprovenent
recommendations within their minstream unenpl oynent
i nsurance program and nonitoring and providing
technical assistance in the inplenentation of the
proposed program i nprovenent activities if the SESA is
successful in obtaining a grant.

0 | denti fying and docunenti ng SESA QC devel opnents and
facilitating the exchange of information anong the
States regarding U program i nprovenents.

b. Ilnplenmentation of U/QC Support. Varying fromState to
State, there are a nunber of ways that the State agencies can
benefit from Regional O fice technical support in refining their




QC operations. A few exanples of such Regional staff support
ar e:

0 Col | aboration with National Ofice U/QC staff in
devel oping training in QC case investigation
met hodol ogy for SESA investigative staff. Such
training should be presented by the Regional Ofices
with the support of the National Ofice.

0 Encour agi ng and assi sting SESAs to plan program
| nprovenent studies, and in making use of the findings
of such studies to bring about feasible corrective
actions.

0 | dentifying the need for other technical training for
SESA C staff (for exanple: nonnonetary determ nation
training) and offering assistance, if appropriate, to
the SESAs in devel opi ng and providing such training.

o] Wrking with States in planning and | ater nonitoring
pil ot QC projects and special studies carried out by
the SESAs. Al so, encouraging and reviewi ng SESA
participation in studies and program eval uati ons
I ndependently funded by the National Ofice.

c. Mnitoring SESA QC Operations and Staff Performance.
Regi onal O fice oversight of State QC operations and
i nvestigative performance is generally realized through periodic
field reviews or nonitoring trips to the SESAs. Such nonitoring
i nvol ves a nunber of activities, for exanple:

0 Revi ew periodically sanples of SESA-investigated
clainms, in order to assess the accuracy and
conpl eteness of a SESA's QC case investigation
performance. These case reviews are to be conducted
on-site -- at least every other quarter -- and in the
Regional O fice by way of nmailed-in case sanples, if
SESAs concur

0 Conduct net hods and procedures (M & P) reviews of each
SESA bi -annually, and nonitor M & P el enents on an on-
going basis to determne if the SESA adheres to Quality
Control organizational and procedural nethodol ogy.

o] Revi ew, periodically, SESA sanple selection and
assi gnment practices, tinmeliness of SESA C case
conpl etion, and case reopeni ng practices.

o] | nvestigate, on occasion, specific sanpling exceptions
that may occur anong SESAs and that may refl ect



aberrations in the sanpling process which need to be
corrected by the respective SESAs.

0 Reconmend appropriate adm ni strative and procedural QC
corrective action and negotiate with SESA staff for
acceptance of such recomendati ons.

0 Carry out an end-of-year assessnent of the status of
each SESA Quality Control program This assessnent,
called the Annual QC Adm nistrative Determ nation, is
based on nonitoring conducted throughout the year and
assesses the relative strengths and weaknesses of each
SESA program It serves as a vehicle by which Regi onal
Adm ni strators annual ly i nform each SESA regarding its
conpliance with basic Quality Control regul ations.

3. Contents of the Handbook. The remaining sections and content
of the Handbook are summari zed bel ow.

a. Methods and Procedures Reviews. Chapter Il describes
the review of the organi zational |ocation of the SESA QC unit,
its operating authority, the adequacy of witten QC procedures,
and QC fornms. The formal bi-annual review and on-going
nmonitoring will determne if the SESA's QC operations are being
adm ni stered in conpliance with QC organi zati onal and
met hodol ogi cal requirenents.

b. Sanpling Review. Chapter |1l describes the review of
the SESA's selection of cases to ensure adherence to established
standards of random sel ection and assignnent. It also identifies
a nunber of sanpling exceptions that occur occasionally in SESA
sanmpling data and whi ch require Regional investigation and SESA
resol ution.

c. Tineliness Review. Chapter IV sets forth the
requi rements for timely conpletion of SESA QC case investigation
and descri bes the process of Regional Ofice review of case
conmpl etion tineliness.

d. Case Review. Chapter V describes the process of
review ng QC cases to assess the adequacy of the investigation
and the accuracy of the coding of case data.

e. Support for Case Review. Chapter VI contains a
description of the case review reporting system devel oped for use
by Regional Ofice monitors. |t describes the types of reports
which will be generated and provi des an explanation of their
usage and their relationships to the required reviews descri bed
I n other chapters.




f. Review Conpletion, Corrective Action, Dispute
Resolution, and Annual QC Administrative Determ nation. Chapter
VI describes actions necessary by Regional staff during and
subsequent to a nmonitoring trip to bring about required QC
corrective action, dispute resolution, or review closure whenever
SESA C operations neet QC requirenents. Cuidance is provided
for Regional O fice technical assistance in the planning of SESA
QC operational changes and for working to achi eve an acceptabl e
resol uti on of disputed issues.

. Review Docunentation and Regional O fice Reporting.
Chapter VIII provides guidelines for achieving adequate
docunent ation of review findings necessary for assessment of SESA
progress and for preparation of subsequent quarterly reports to
the National Ofice, as well as for comuni cating findings to the
SESASs.

h. Appendices. Appendices consist of reference docunents
and copies of all worksheets to be used for nonitoring and
reporting on the Quality Control program

4. Types of Reviews, the Process, and the Participants.

a. Types of QC Reviews. Regional Ofice nonitoring
I nvol ves three types of review of SESA QC operations -- Annual QC
Adm ni strative Determ nation, Methods and Procedures Revi ews and
Program Revi ews as foll ows:

(1) Annual QC Adm nistrative Determnation. This is a
once- a-year determnation of a SESA's conpliance with established
Quality Control requirenments. This determnation is based upon
the findings of the M & P review of each SESA bi-annually, or on-
going nonitoring of M& P elenents in non-review years, and the
final progress reviews in other major QC program operations.

(2) Methods and Procedures (M & P) Review. A formal
revi ew shoul d be conducted bi-annually. Mnitoring of the
follow ng four program el ements shoul d be continuous:

- Organi zation

- Authority

- Witten Procedures
QC Forns

(3) ProgramReviews. The follow ng QC program facets
are nonitored by the Regions periodically and at the close of the
program year:

(a) Tineliness of SESA case conpl etion.



(b) SESA sanpl e sel ection, assignnent, and
sanpl i ng excepti ons.

(c) SESA case investigation/verification -- a
review of a random sanpl e of conpleted QC cases to assess the
adequacy of SESA investigations and the accuracy of data
coll ection coding. Reviews enconpass the QC net hodol ogy defi ned
in Federal regulation and contained in ET Handbook No. 395,
Benefits Quality Control State Operations Handbook.

(d) SESA case reopening activity.

b. The Monitoring Process. Mnitoring a SESA's QC program
by Regional Ofice staff may involve sonme or all of the foll ow ng
processes:

(1) Review ng subject areas for conpliance with QC
met hodol ogy as prescri bed by Federal regulation and ET Handbook
No. 395, Benefits Quality Control State Operations Handbook;

(2) Qotaining QC programcorrective actions by SESAs
to resolve QC operational deficiencies;

(3) Resolving disputes when a SESA disagrees that a QC
program corrective action i s necessary,

(4) Maintaining records and naking reports; and

(5) Preparing the Annual QC Adm nistrative
Det erm nation concerning each SESA' s conpliance with QC
requi renents.

Suppl enental information on the Regional Ofice nonitoring
process is provided in Appendix Ain the formof a Mnitoring
Process Flow Chart (App. A-1) and a Monitoring Process

Expl anati on (App. A-2).

c. Participants. Regional Ofices have primry
responsibility for nmonitoring QC operations in the SESAs.
National Ofice staff will participate on a limted basis, as
fol | ows:

(1) WII assist in staff training and provi de ot her
techni cal assistance, when requested by Regional Ofices, and
when feasi bl e.

_ ~(2) WII rereview cases in selected States to increase
uniformty of case review anong Regi ons

(3) WII review quarterly reports submtted by
Regional Ofices and will review the findings and concl usi ons of



the Regional Ofices' bi-annual Methods and Procedures reviews in

an effort to ensure the integrity of the State QC program

(4) WII review Annual QC Admi nistrative
Determ nations foll ow ng Regional issuance to the SESAs.

5. Review Calendar. Mnitoring activities are to be schedul ed
in order to acconplish the following reviews in a tinmely manner.

Schedul e Pr ogr am Facet

a. Ongoi ng SESA conpl eted QC cases
SESA case reopening activity
M& P el ements

b. Quarterly SESA sanple selection, assignnent, and
exceptions
Ti mel i ness of case conpletion by SESAs
c. Bi-annually Methods and Procedures formal review

d. Annually QC Administrative Determ nation
Case reopeni ngs






